BOB SMITH 



Phone: 123-' 



bob@bobsburgers.com 



Technical Support Leader 

A purpose-driven, forward thinker capable of leading teams, motivating people, and creating business partnerships to benefit the 
company as a whole. Highly experienced technical support professional with comprehensive computer knowledge and training 
over the past 10+ years with the ability to routinely identify root causes and develop long-term solutions. Highly capable of 
articulating complex technical concepts to users of varying technical understanding via multiple forms of communication. 

Genuinely interested and well-versed in a variety of operating systems, applications, and hardware platforms with a proven ability 
to master new tools, technologies, and concepts quickly. Outstanding interpersonal skills illustrated by multiple service awards 
and positive peer and client reviews. 



Areas of Expertise: 

• Technical management 

• Troubleshooting/issue Resolution 

• Client Relationship Management 

• Problem Solving and Analysis 

• End-user Training & Support 

• Effective Communication 



• Detailed Technical Documentation 

• Server and Systems Administration 

• Web Design and Development 

• System Implementation 

• Production Support 

• Oracle SQL 



• Radio and Television Broadcasting 

• Video Production and Editing 

• User Experience and QA Testing 

• Project Management 

• Root Cause Analysis 

• Technical Writing 



WORK AND LEADERSHIP EXPERIENCE 



2012-Current - ABC Co Group, Inc. Sarasota, FL 

Helpdesk analyst, senior helpdesk analyst, technical analyst, senior technical analyst 

• Primary client-contact in IT tasked with resolving a variety of long-standing issues by working directly with clients 

• Team support lead on multiple projects including ABC Co Learn, XYZ Co 1-9, Realtime Payroll, and ForgeRock 

• Developed multiple workarounds and long-term solutions to aide in the prompt resolution of client issues 

• Implemented multiple forms of metrics tracking to provide to my supervisor and upper-management 

• Developed training materials for a variety of topics utilizing technical documents, videos, and in-person training 

• Coach and mentor to members of Tier-2 and Helpdesk for a variety of technical and personal development topics 

• Interact directly with the business and development teams on projects to assist with troubleshooting, logistics, and coding 

• Identif/ and document necessary code changes that require additional development work 

• Perform functionality testing, regression testing and user acceptance testing of various code 

• Write technical documentation for end-users to assist with various applications and hardware platforms 

• Provide PeopleSoft HRMS, Financials, and CRM support for a client base of over 200,000 

• Work heavily with PeopleTools including Application Designer, Component Interface, and Process Scheduler 

• Experience writing, executing, and reading results from complex SQL queries in multiple environments 

• Resolve issues with reports and interfaces by identifying and making modifications to various PeopleSoft programs 

• Developed and maintained an internal and external knowledge base system utilizing Confluence and PeopleSoft CRM 

• Create, modify, and close tickets in the PeopleSoft CRM application and manage my teams ticket queue 

• Troubleshoot and resolve issues with HTML, JAVA, PHP, and ASP code 

• Regularly provide hardware and software support for nearly 1,000 employees both in-person and remotely 

• Hardware and software support for Dell laptops running Windows XP and Windows 7 

• Hardware and software support for Blackberry, Android, and Apple devices 

• Blackberry Enterprise Server administration 

• Mobile Application Testing 

• Installation and support for projectors, video cameras, and audio conferencing equipment 
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BOB SMITH 



2011-2012 - LMNO Inc., Sarasota, FL 

Digital l^arl<eting f^anager 

• Developed advertising and sales metrics reports to provide to upper-management 

• Increased Facebook likes from 1,070 to 3,700 in 4 months and increased end-user interactivity 

• Increased digital distribution list subscription by 5,000 unique addresses in 6 months 

• Created, distributed, and analyzed digital surveys 

• Transitioned digital distribution list from eZineDirector to MailChimp 

• Created and managed digital distribution lists using MailChimp 

• Created, proofed, and edited weekly digital and print-based advertisements 

• Editor and producer for weekly television shows and occasional video shorts and advertisements 

• Installed, configured, and maintained computer systems, printers, and Windows servers 

• Developed a handful of websites including video portals, blogs, and Facebook pages 

• Redeveloped and redesigned lmno.com, an ecommerce website powered by X-Cart 

• Created and maintained online advertising campaigns including Facebook, AdRoll, and AdWords 

2007-2012 - Computer Company Fort Collins, CO 

Systems administrator, tectinicai support manager 

• Recruited and managed a team of local and remote IT support staff 

• Oversaw day-to-day operation of the on-site computer service center 

• Implemented policies and procedures to ensure customer satisfaction goals were met 

• Asset management and auditing for all IT-owned equipment including computers, servers, and peripherals 

• Managed six trouble ticket queues including opening, assigning, and resolving tickets for myself and other technicians 

• Provided hardware and software support for over 700 desktops and laptops running Microsoft Windows 

• Provided support for thousands of UNIX desktops and servers across multiple physical locations 

• Performed hardware upgrades from IBM to HP platforms 

• Performed OS upgrades from Windows XP to Windows 7 

• Provided hardware and software support for Hewlett Packard plotters and multifunction printers 

• Hardware and software support for a multi-million dollar data center including installation and troubleshooting 

2005-2007 - Big box store Collins, CO 

Computer Services manager 

• Recruited, trained, and lead a team of 12 Computer Services technicians aka Agents 

• Worked with upper-management to establish SLA times, sales goals, and other policies 

• Dealt directly with customers to resolve issues and maintain customer satisfaction levels 

• Managed the repair, installation, and service of computer and consumer electronics products 

• Assisted the computer sales department during busy periods 

• Maintained a clean, welcoming, and organized department 

• Provided computer support and troubleshooting both in-store and over the phone for hardware and software 

• Top-tier scoring on all of my employee reviews 
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SOFTWARE AND TECHNICAL SKILLS 



Software: Microsoft Windows XP/Vista/7, Microsoft Office 2003-2010, Microsoft Server 2000, 2003, 2008, Microsoft 
Windows NT, Redhat/Debian/SUSE Linux, Microsoft Outloolc and Exchange, Adobe Premiere, AfterEffects, Photoshop, 
InDesign, Fireworl<s, and Dreamweaver 

Hardware: HP Workstations and laptops, IBM Worl<stations and laptops, Dell Workstations and laptops, IBM/HP/ 
blade servers, IBM/HP/Dell rack mount servers, HP Fileservers, fibre channel, networking, printers, barcode scanners, 
digital scanners, industrial copiers and fax machines 

Development Tools: Application Designer, Application Engine, Process Scheduler, Application Messaging, 
Integration Broker, STAT, Oracle Data Integration 

Languages: HTML, PHP, XML, ASP, PeopleCode, SQR, Java 
Reporting Tools: PS Query, SQR 
Methodologies: Agile 



EDUCATION AND CERTIFICATIONS 



2013 - Oracle Data Integrator llg: Integration and Administration 

• Completed a week-long course and certification exam for Oracle Data Integrator llg 

2013 - Agile Methodology and Scrum Master Training 

• Received on-site Agile and Scrum Master training by a certified Agile trainer 

2008 - Some School - Fort Collins, CO 

Bachelor's degree, communications and media studies - 3.7 GPA 

• Interned with 93.3 KTCL, 103.5 The FOX, 106.7 KBPI, and 96.1 KISS FM 

• Interned with 99.9 The Point 

• Converted several stations to computer-based recording and broadcasting formats and automation suites 

2004 - Some College - Littleton, CO 

Associates degree, computer programming - 3.0 GPA 

• Successfully completed introductory courses in programming including HTML, JAVA, and C++ 

• Successfully completed required mathematics, science, history, general education and language courses 

2004 - Some High School - Littleton, CO 

High school diploma - 4.2 GPA (Honors) 

• Completed college-level courses (see above) for additional and expedited credits including math, science, and history 

• Volunteered and was later paid to setup and maintain school computers, network devices and websites 

• Conceptualized and successfully created Colorado's first student-run, non-college radio station 

• Worked as a student-teacher in radio broadcasting, technology, and English classes 



ADDITIONAL ACHIEVEMENTS 



• Received the ABC Co BZ! award for going above and beyond for the greater good of the company and our clients. 

• Received awards from the XYZ Inc for hard work, good judgment, and outstanding performance 

• Created BlahBlah Media Network - specializing in online radio and television channels for independent music 

• Recognized by AOL/Time Warner as one of the top 10 internet radio and television broadcasters 
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